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A NETWORK BASED AUTOMOTIVE SERVICE 
EVENT SCHEDULING AND MONITORING SYSTEM 

TECHNICAL FIELD OF THE INVENTION 
[0001] The present invention relates generally to the 
automotive services and more particularly to a network 
based automotive service event scheduling and monitoring 
system. 
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BACKGROUND 

[0002] Automotive repairs can tend to be some of the 
most troubling and schedule disturbing events that a person 
in today's society must endure. People need to find a 
5 mechanic they can trust. They must try to find a price 

that is acceptable for the work to be performed. They must 
arrange to have their vehicle either taken to the service 
facility or must arrange time out of their day to take the 
vehicle to the service provider themselves. 

10 [0003] No matter how much advance planning is involved, 
automotive repairs can be hassle. Additionally, once a 
person has a scheduled repair, the person may have to be 
concerned with the work quality being performed on the 
vehicle. Many consumer would ideally like to able to watch 

15 their repair work as it is ongoing, to assure honesty and 

timeliness. Moreover, many people would like to have their 
repairs performed on the same day or overnight. 

[0004] Because scheduling has become a hassle for both 
automotive repair facilities and customers, people are 
20 seeking easier methods of scheduling automotive repairs. 

Additionally, because the labor cost involved in automotive 
repairs tend to be high, consumers are scrutinizing more 
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and more the labor being performed. Therefore, a need has 
arisen for more efficient scheduling and quality control 
within the automotive repair industry. 
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SUMMARY OF THE INVENTION 
[0005] The present invention may include a network based 
automotive service event scheduling and monitoring system. 
The network based automotive scheduling and monitoring 
system may include at least one customer computer and at 
5 least one service event coordinator in communication with 
the customer computer. The service event coordinator can 
include a service arrangement module, the service 
arrangement module being configured to enable a customer to 
arrange a service event via a communications network. The 
% 10 service event coordinator may further include a service 
ijj event module, the service event-viewing module being 

s configured to allow the customer to receive video 

p transmissions of the service event and check the status of 

jff the service event after the commencement of the service 

r ~ 15 event via the communications network. The service event 

corrdinator may also include a service history module, the 
service history module being configured to allow the 
customer to obtain the service event history for the 
customer via the communications network. 

20 [0006] The present invention may further include a 
method of coordinating an automotive repair through a 
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communications system. The method may include the steps of 
arranging a service event, viewing the service event 
through the communications network, obtaining status 
updates concerning the progress of the service event, and 
5 paying for the service event via the communications 
network. 
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BRIEF DESCRIPTION OF THE DRAWINGS 
[0007] For a more complete understanding of the features 
and advantages of the present invention, reference is now 
made to the detailed description of the invention along 
with the accompanying figures in which the corresponding 
5 numerals and the different figures refer to corresponding 
parts and in which: 

Figure 1 is a block diagram showing a computerized 
automotive repair appointment and monitoring system; 

Figure 2 is a block diagram showing a computerized 
10 service arrangement module of the present inventions- 
Figure 3 is a block diagram showing a service event 
module of the present invention; 

Figure 3b is an illustration of a repair bay housing a 
service event; 

15 Figure 4 is a block diagram showing a vehicle status 

component of the present inventions- 
Figure 5 is a screen shot showing in the home page of 
the network based service event scheduling and monitoring 
system; 
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Figure 6 is a screen shot illustrating the virtual 

tour capability of the present inventions- 
Figure 7 is a screen shot showing the comparison 

module of the present inventions- 
Figure 8 is a screen shot showing the arranged service 

component of the present invention; 

Figure 9 is a screen shot showing the second step of 

the arranged service process of the arranged service 

component.- 
Figure 10 is a screen shot showing the third step in 

the arranged service process of the arranged service 

components- 
Figure 11 is a screen shot showing the fourth step in 

the arranged service process of the arranged service 

component; 

Figure 12 is a screen shot showing the fifth step in 
the arranged service process of the arranged service 
component; 
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Figure 13 is a screen shot showing the summary page in 
the arranged service process of the arranged service 
components- 
Figure 14 is a screen shot showing the confirmation 
5 page of the arranged service component; 

Figure 15 is another screen shot showing the 
confirmation page with a print function; 

Figure 16 is a screen shot showing the beginning of 
the arranged service process for a registered user; 

10 Figure 17 shows the first step in the arranged service 

process for a registered user of the arranged service 
component; 

Figure 18 is a screen shot showing a new responsible 
person entry form; 

15 Figure 19 is a screen shot showing a new vehicle entry 

form of the arranged service component for a registered 
user; 



8 



Figure 20 is a screen shot showing a new address entry 
form of the arranged service component for a registered 
user; 

Figure 21 is a screen shot showing the second step of 
5 the arranged service process for a registered user; 

Figure 22 is a screen shot showing the third step of 
the arranged service process for a registered user; 

Figure 23 is a screen shot showing the summary page of 
the arranged service process for a registered user; 

10 Figure 24 is a service event confirmation page for the 

arranged service process for a registered user; 

Figure 25 is a screen shot showing a pop-up window 
displayed for a user to enter problems or symptoms with a 
vehicle; 

15 Figure 26 is a screen shot showing the main page for 

the service event-viewing module of the present inventions- 
Figure 27 is a screen shot showing the live image 
dream of the service event-viewing component; 
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Figure 28 is another screen shot showing the live 
image dream of the service event-viewing component; 

Figure 29 is a screen shot showing the general vehicle 
status page; 

Figure 30 is a screen shot showing the vehicle status 
report of the present invention; and 

Figure 31 is a screen shot showing the personal 
information edit screen of the present invention. 
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DETAILED DESCRIPTION OF THE INVENTION 
[0008] Referring to Figure 1, a network based automotive 
service event scheduling and monitoring system of the 
present invention is generally depicted as 100. A service 
event coordinator of the present invention is generally 
shown by block 102. The service event coordinator 102 
includes company overview module 104, a comparison module 
106, a service arrangement module 108, a service event- 
viewing module 110, and a service history module 112. 

[0009] The company overview module 104 may include four 
components. The company overview module 104 may contain a 
company vision component 114, a company information 
component 116, a location component 118 and a 
solution/service component 120. The solution/service 
component 120 enables the system to provide the user with 
various options for making service event convenient for the 
user. The options may include giving the user a free ride 
122. The user may also choose to have the service event a 
same day service 124 or an overnight service event 132. 
The user may also choose to have the ability to view your 
repairs on the web 126. Additionally, the user may choose 
a keep-in-touch communications 128. The keep-in-touch 
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communications 128 may include loaner cellular phones 
provided by the service provider to the user. Also, the 
user may choose to use hourly rate loaners 130 provided by 
the service provider. The user request, through the system 
5 that the vehicle to be serviced be picked up by the service 
provider and returned upon completion of the service event 
134. All of these options can be displayed for the user on 
a user computer and allow the customer to select and 
arrange the various service options. 

10 [00010] The locations list component 118 provides details 
to the user about the service facilities nearest the user 
136. In turn, the user may be provided with directions and 
maps to the various service facilities. The maps and 
directions may be provided by an online service provider 

15 138 specializing in online maps and directions, such as 
MapQuest .® 

[00011] The company information component 116 provides 
the user with an overview of the service provider operating 
the repair facility and the online services. The company 
20 information component 116 may provide the user with 

investor relation information 140. The investor relation 
component 140 may include an online investor kit 142. The 
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online investor kit 142 can enable the customer to invest 
in the service provider operating the online services and 
the associated service facilities. 

[00012] The information component 116 may include a press 
5 area 144. The press area 144 allows the user to browse 

various press releases concerning the service provider 146 
and provide the user with an online press kit 148. The 
company information component 116 may also include 
information concerning the management team 150 of the 

10 service provider. The management team information 150 

provides the user with biographies of all the management 
team members for all the locations of the service provider. 
The company information component 116 may include an events 
calendar 152. The events calendar 152 provides the user 

15 with special events and specials being promoted by the 
service provider. The events may be special deals on 
routine service work, repairs, or other similar special 
offers . 

[00013] The company information component 116 may further 
20 include employment information 154. The employment 

information 154 may provide the customer with available 
employment position information 156 and benefits 
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information 158. Both the available position information 
156 and the benefits information 158 allow resume 
submission 160 by the user for review by the service 
provider . 

5 [00014] The comparison module 106 of the repair event 
coordinator 102 includes a statistics component 162, a 
virtual tour component 164, a price comparison component 
166, a policy component 168 and an e-cash component 170. 
The statistics component 162 allows the user to view and 
10 analyze statistics about the service provider and compare 
those statistics with other service providers. 
Additionally, the statistics component 162 allows the user 
to view statistics about the various service facilities. 
The virtual tour component 164 allows the user to take 

15 virtual tours of a repair facility and observe how the 
service provider conducts repairs, tends to clients, and 
the like. The virtual tours component 164 can display the 
virtual tours and processes in either broad-band as in 172 
and 176 or through a dial up mode as in 174 and 178. The 

20 price comparison component 166 allows the user to compare 

the prices for repair services of the service provider with 
other service providers both in the same locale and 
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nationwide. Additionally, the pricing comparison component 
166 may allow the user to view the pricing policy of the 
service provider 180. 

[00015] The service arrangement module 108 may include a 
self-diagnosis component 182, a technician chat component 
184 and an arrange service component 186. The self- 
diagnosis component 182 allows the user to diagnose the 
problems associated with a particular vehicle. The self- 
diagnosis component 182 allows the user to select various 
descriptors for the problems associates with the vehicle. 
The user may generally select from three categories when 
describing the problems with the vehicle. The first 
category can be the problem area 188. The next category 
may be the detail area 190 and another area may be the 
condition area 192. All these areas allow the user to 
diagnose the problems with the vehicle to be repaired by 
stating specific symptoms the vehicle may be experiencing. 
While only three categories are specifically mentioned, it 
will be appreciated that one or more categories may be 
incorporated into the invention. 

[00016] The technician chat component 184 allows the user 
to ask technicians questions with respect to a vehicle of 



the user or problems that vehicle may be experiencing. The 
arrange service component 18 6 allows the user to arrange 
service for the vehicle online. This component will be 
explained in further detail below. 

5 [00017] The service event module 110 can comprise service 
event-viewing component 196 and a vehicle status component 
202. Both components will be explained in further detail 
below, however, both components require a login process 194 
to access the features. The login process 194 can consist 
10 of entering either a username and password or transaction 
code. The service event-viewing component 196 may allow 
the user to either view a demonstration repair project 198 
or view the repair of the user's vehicle 200. The vehicle 
status component 202 may allow the user to view and approve 

15 estimates 204 , locate their vehicle in the service process 
206 and make payment for the repairs provided by the 
service provider 208. 

[00018] The service history module 112 can comprise a 
service history- viewing component 226, a resource component 
20 227, an add/edit vehicle component 216 and an edit personal 
information component 210. The edit personal information 
component 210 may include personal information of the users 
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registered with the service provider or users having a 
service event performed by the service provider 212, and 
service preferences for the users 214. The edit personal 
information component 210 allows the users to change and 
update their personal information and service preferences. 
The add/edit vehicle component 216 may allow the user to 
edit service preferences of the user 214 or select vehicles 
to be added 222, edited 224, or deleted 220 from the 
service providers system 218. Once an edit has been made 
to the service history, a new service record 229 may be 
added to the service history 228. 

[00019] The resource library 227 may allow the user to 
access different online resources for researching car 
maintenance. The view service history component 22 6 may 
allow the user to view the service history of the user 228 
and receive service history details about vehicles of the 
user 230. 

[00020] Referring now to Figure 2, the arrange service 
process of the service arrangement module 108 of Figure 1 
is generally presented as a hierarchal flow diagram. The 
arrange service process arrangement functions of the 
service arrangement module have two categories: non- 
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registered user arrange service process arrangements and 
registered user arrange service process. After a user 
enters the website of the service provider and chooses to 
schedule a service event, the user activates the service 
arrangement module 108. The service arrangement module 108 
then attempts to determine if the user is a non-registered 
user or a registered user. 

NON-REGISTERED USER ARRANGE SERVICE PROCESS 
[00021] If the user is a nonregistered user, then the 
service arrangement module 108 determines the location of 
300 the user. When determining the location 300 of the 
user, the service arrangement module 108 prompts the user 
to enter the zip code 302 for the location of the user. If 
the zip code 302 entered by the user is out of the service 
provider's area, an error message may be displayed to the 
user. The error message prompts the user to enter a 
different zip code. If however, the user enters a valid 
zip code, then the system prompts the user for the vehicle 
information 306. 

[00022] As part of entering the vehicle information 306, 
the user may be asked to enter the symptoms 308 experienced 
by the vehicle. The user may also be asked to select a 
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safety courtesy inspection inspection 310 for the vehicle. 
Additionally, the user may be asked if they want the 
manufacturer recommended service intervals for recommended 
preventive maintenance events 312. Also, the user may be 
asked to select a solution detail 314 for the user. The 
solution detail allows the user to select various options 
for service convenience as set forth above in reference to 
Figure 1. After the vehicle information 306 has been 
entered, the user may be asked to enter the primary 
concerns 316 with respect to the vehicle. 

[00023] Once the user has entered the primary concerns 
316, then the user may be prompted to schedule the time of 
the appointment 318, including drop-off or pick-up time as 
appropriate. If the user has scheduled the time for drop- 
off or pick-up of the vehicle, then the user may be 
prompted to enter the personal information 320 of the user. 
Along with the personal information 320, the user may 
select a keep-in-touch communications option 322. The 
keep-in-touch communications option 322 allows for direct 
communication between the service provider and the user via 
a pager, cellular telephone, computer or other similar 
device . 
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[00024] After the user has entered the personal 
information 320, the system provides the user with a 
summary 324 of the information previously provided by user 
in steps 300 through 320. At this stage, the user may be 
prompted to either continue or cancel the service event. 
If the user desires to cancel the service event 326, the 
system prompts the user to verify the requested 
cancellation. If the requested cancellation is verified, 
the user is returned to the home page of the service 
provider. If, however, the user selects to continue the 
service event order, then the system displays a successful 
transaction screen 328. 

[00025] The successful transaction screen 328 displays 
for the user the transaction code for the service event. 
Additionally, the system prompts the user to register with 
the service provider. Once the user registers, the system 
processes the user information and displays a successful 
registration message 327. Additionally, after a successful 
transaction has been completed 328, the system inquires if 
the user desires a loaner vehicle application 330. The 
system also will allow the user to receive directions and a 
map to the service facility 332. After, the user has 
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successfully completed the transaction, the user can view 
and print the successful transaction screen 334. Once the 
user has finished with one successful transaction, the 
system will inquire to determine if the user needs to 
5 schedule another service event 336. 

REGISTERED USER ARRANGE SERVICE PROCESS 
[00026] If a registered user enters the system, then the 
system immediately prompts the user to enter a login and 
password 338 for the user. If the user enters a login and 

10 the login is invalid, the system prompts the user to enter 
a new login 340. If the user enters an incorrect password, 
then the system prompts the user to enter a new password 
342. Once the user has successfully entered the login and 
password, the system determines if the user has any active 

15 service events with the service provider 344. If the user 
has an active service event, then the system displays the 
active service events 346. 

[00027] The system then determines if the service 
provider has received the vehicle from the user for the 
20 active service events 348. If the service provider has 

received the vehicle, then the system displays the vehicle 
status report 349. If, however, the service provider has 
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not received the vehicle, then the system displays a 
summary of the active service event transaction 362. 

[00028] If there are no active service events, then the 
system prompts the user to enter any new personal 

5 information for the user, the vehicle in need of service, 
and the location of the vehicle 350. Once this information 
has been entered, the system determines if there is a new 
responsible person 352 for the vehicle. Additionally, the 
system determines if the vehicle to be serviced is a new 

10 vehicle and the primary vehicle of the user 354. The 

system also determines if the new address entered should be 
listed as the primary address for the user 356. 

[00029] Once this information has been entered, the user 
is then prompted to enter the primary concerns 358 for the 

15 vehicle. The user is prompted to enter the symptoms 308 
associated with the vehicle. The user may select safety 
courtesy inspection 310 to be performed on the vehicle. 
Moreover, the user may select whether or not the user 
desires the manufacturer recommended service intervals for 

20 recommended preventive maintenance events 312 for the 

vehicle. Additionally, the user may be prompted to select 
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a solution detail 314, as described previously, for the 
vehicle . 

[00030] After the user has entered the primary concerns 
for the vehicle, the user then selects the time of the 

5 service appointment 360. The system then generates a 

service event summary 362 for the user which includes the 
time of the service event and other pertinent information 
provided by the user. The system then determines if the 
user desires to confirm or cancel the service event 364. 

10 If the user confirms the service event then the service 
event, summary is one again displayed for the user. If, 
however, the user cancels the service event, then the 
system determines if the user has any other active service 
events 366. 

15 [00031] Once the user confirms the service event, a 

successful transaction page 368 is displayed. This page 
displays the transaction code of the service event, 
registration number of the user and saves the information 
provided by the user in scheduling the service event. If 

20 the user has active service events, then the system returns 
the user to the active service events page 346. If the 
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user does not have any active service events, then the user 
is returned to the home page of the service provider. 

SERVICE EVENT MODULE 
[00032] Referring now to Figure 3a, the service event 
5 module 110 of the present invention is depicted by a 

hierarchical block diagram. The service event module 110, 
like the service arrangement module, can be accessed by 
both non-registered or registered users. Once the user has 
selected the service event module 110, the user can then 
10 select either to watch an active service event 196 of 

Figure 1, or determine the service status, as in block 202 
of Figure 1. 

[00033] In Figure 3a, the user has selected to watch the 
repair live. By selecting to watch a service event, the 

15 user may either watch a demonstration service event 400 or 
watch the service event 407. If the user selects to watch 
a demonstration service event, then the system displays the 
demonstration service event for the user 405. If the user 
desires to see the service event of the user, then the 

20 system requests the user to enter either a transaction code 
410, or a login and password 415. The system can also 
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determine if the user is a registered user by placing a 
cookie in the computer system of the user. 

[00034] If the user is not a registered user, the system 
prompts the user to enter a transaction code 410. If the 
5 transaction code is invalid, the system displays an error 
message and allows the user to enter a new transaction code 
420. If the transaction code is valid, then the system 
determines if the vehicle of the active service event is on 
a lift 435. 

10 [00035] Similarly, if the user is a registered user, then 
the system prompts the user to enter a login and password 
425. If the user enters an invalid login, then the system 
will display an error message and request a new login be 
entered 425. Likewise, if the user enters an invalid 

15 password or forgets the password, the system prompts the 
user to enter a new password and displays a message to 
remind the user of the forgotten password 430. Once the 
registered user has logged onto the system, the system then 
determines if the vehicle of the service event is on a lift 

20 435. 

[00036] If the system determines that the vehicle is on a 
lift, then system will display the vehicle on the lift and 
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the customer information pertaining to the vehicle 445. 
The customer can view the repair as the repair progresses 
in a real time video stream provided by a webcam in the 
facility. If, however, the vehicle is not on a lift, then 
5 the system will display an error message and display for 
the user the vehicle status report 202. 

[00037] Referring to Figure 3b, the arrangement of a 
service bay during a service event is depicted generally as 
450. A vehicle 455 is being serviced by a mechanic 460. 

10 The service bay may contain the necessary tools and 
equipment to perform the repairs on vehicle, such as 
rolling tool kit 465 and a workman bench 470. Positioned 
above the vehicle is a web camera 475. While the web 
camera is shown mounted to the ceiling of the repair bay, 

15 it will be appreciated that the web camera may be mounted 
in various positions throughout the repair bay. The web 
camera web camera 475 is connected through a communications 
network 480, such as the Internet, to a user computer 485. 

[00038] Once the vehicle status component 202 has either 
20 been selected or displayed, the system prompts the user to 
enter a transaction code or registration, if the user has 
not previously entered such information. Referring now to 
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Figure 4, the vehicle status component 202 is shown in a 
hierarchical block diagram. If the user has already 
entered a transaction code or registration number, then the 
system will display the vehicle status page 525. If, 
however, the user has not previously entered a transaction 
code, then the system will ask the user to enter a 
transaction code 500. If the transaction code entered is 
invalid the system will display an error message and ask 
the user to reenter the transaction code 505. Similarly, 
if the user is a registered user, then the system will ask 
the user to enter a login and password, if not previously 
done 510. If the user enters an invalid login, then the 
system will display an error message and request the user 
to reenter the login 515. Similarly, if the user enters or 
forgets the password, then the system will ask the user to 
reenter the password or display a message to remind the 
user of the forgotten password 520. 

[00039] Once a proper transaction code or proper login 
and password have been entered, the vehicle status page 525 
is displayed for the user. The vehicle status page 525 
displays a vehicle status report 527 which includes the 
user the year, make, and model of the vehicle involved in 
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the service event 530. The vehicle status report 527 also 
displays the transaction number for the service event 535. 
Additionally, the vehicle status report 527 displays a 
graphical representation of the repair progress for the 
5 vehicle involved in the active service event 540. The 

vehicle status report 527 displays the repair stage of the 
vehicle 550. If the vehicle is in the 

diagnostic/inspection stage and an estimate has been given 
for the service event 555, then the estimate will be 
10 displayed for the user and the user may then view and 
approve the estimate 560. The user can then view the 
status of another vehicle 565 involved in a service event, 
if so desired. 

[00040] Referring now to Figures 5 through 30, an 
15 illustrative example of the implementation of the present 
invention is given as multiple screen shots of the system 
of a service provider. Although each screen shot depicts 
one implementation of the present invention as displayed to 
the user through a global communications network such as 
20 the Internet, it will be appreciated that many 

configurations and arrangements can be used to successfully 
implement the system. 
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[00041] Referring now to Figure 5, a home page of the 
present is shown displaying the various functions present 
in the system as described in Figures 1 through 4. The 
screen shot is referred to generally as 600. A corporate 

5 identity can be placed in the screen shot at 602. A 
toolbar, by which the user can navigate throughout the 
system, and the various screens associated with this system 
is displayed on the left hand side of the screen shot 600. 
The toolbar contains the overview module 606, the 

10 comparison module 608, the service arrangement module 610, 
the service event module 612, and the service history 
module 614. As stated previously, each of the modules have 
multiple functions by which the user can navigate through 
the system and utilize the services. 

15 [00042] A zip code entry slot 616 and a toll free 

telephone number 618 for the service facility are located 
in screen shot 600. This zip code entry slot 616 allows 
the user to determine the closest location of the service 
provider. An the image of an auto repair facility can be 

20 displayed at 620 along solution details provided by the 

service provider 622. The solution detail enables the user 
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to see the various solutions for making the user's service 
experience more convenient and manageable. 

[00043] Similarly an image of the live service event can 
be displayed at 624. This image allows the user to 
experience the system 1 s ability to allow the user to view 
ongoing repairs. An arrange service now button 630 can 
also be displayed for the user. The arrange service now 
button 630 allows the user to arrange service for a vehicle 
via the service arrangement module of the present 
invention . 

[00044] Referring now to Figure 6, another screen shot of 
the present invention is similarly depicted as 700. In 
this screen shot, the user has selected the virtual tour 
702. Once the virtual tour has been selected, a virtual 
tour box 704 is displayed for the user. The virtual tour 
box 704 enables the user to display via a plug in or slower 
connection a virtual tour of the service facility. If no 
virtual tour is desired, the user can walk through the 
experience of using the service provider 206 by using the 
same fast or slow connection. During this walk through 
experience, the user can choose the service facility 
nearest the location of the user 708. 



30 



[00045] Once the user has selected the type of tour and 
the location, an image is displayed showing the service 
facility with the date and time, and the user is given 
ability to explore the service facility using the streamed 
image 710. Referring now to Figure 7, another screen shot 
depicting the virtual tour screen is generally shown as 
712. Here, the service enables the user to walk through 
the service facility and service experience. A series of 
steps 716 are provided to the user. Each step allows the 
user to progress to a different stage of the service 
process and gain a general appreciation for the service 
experience. Once a step has been selected by the user, an 
image stream 714 is projected to user via the 
communications network. Depending upon whether the user 
has selected a high bandwidth or a low bandwidth will 
determine the quality and size of the image, and the 
transmission speed. After the user has completed the 
viewing the virtual tour, the user may close the window by 
selecting the close window button 718. 

[00046] Referring now to Figure 8, another screen shot of 
the illustrative example of the present invention is 
generally depicted as 800. In screen shot 800, the user 
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has selected the compare prices link 802. Once the compare 
prices link has been selected, the system will display for 
the user a comparison model pertaining to user specified 
criteria. The system allows the user to select a market 
804. The market may be a city from which the user would 
like price comparison. The system may also allow the user 
to select a vehicle to be compared 806. The system may 
also allow the user to select the repair to be performed 
808. All the selections can be made by using pull down 
windows associated with each criterion. 

[00047] After the user has made its selections, the 
system can then display for the user several different 
dealers and competitors of the service provider, as in 812, 
814, and 816. The system may also list just the comparison 
to an average competitor. The system may also list the 
service provider, 818. The block containing all of the 
information of the service providers and the various 
criteria and costs is displayed generally as 810. The 
blocks Will contain a series of service features being 
compared between the service provider and the local dealers 
812 and 814, and a national competitor 816. The service 
features may include overnight service, same day service, 
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car pick-up and car return, hourly rate loaner cars, free 
rides, viewing repairs on the web, and keep-in-touch 
communications, all displayed as 826. A price comparison 
may also be included. The price comparison may list the 
5 costs for labor 820, parts 822, and a total cost comparison 
824 . 

[00048] Referring now to Figure 9, a screen shot showing 
the arrange service component of the present invention is 
generally given as 900. The screen shot 900 appears when 

10 the user has selected the arranged service button 630 from 
Figure 5, or in some other way triggered the arrange 
service component. Once the arrange service component has 
been selected, the arrange service screen shot is displayed 
as in 900. The arranged screen shot 900 allows the user to 

15 arrange service either as a new user or as a registered 
user 902. If the user does not have an assigned password 
and username, then the user can arrange service by taking 
steps 904 displayed as steps 1 though 6 on the screen shot 
900. 

20 [00049] In step 1, the non-registered arrange service 
user process determines if the user desires to bring the 
vehicle to the service provider or have the service 
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provider retrieve the vehicle 906. The user can choose to 
have the service provider retrieve the vehicle 908, deliver 
the vehicle to the service provider but use the on line 
service 910, or request the service provider contact the 
5 user to arrange vehicle acquisition 912. Once the user has 
selected one of the various options 908, 910, or 912, the 
system determines if the user has an active service event 
to either modify or cancel 914. 

[00050] Referring now to Figure 10, a screen shot of the 
10 second step of the arrange service component is generally 
depicted as 916. In step two, the system provides the 
location of the service facility located nearest to the 
user 920. The system will then prompt the user to enter 
information for the service event. The system will prompt 
15 the user to enter information concerning the make, model, 
and year of the vehicle 922. The system will then 
determine from the user the driving condition 924 of the 
vehicle to be serviced. At this point, the system can 
determine if the user desires to have his vehicle picked-up 
20 or dropped-off . Once the system determines the driving 

condition of the vehicle, the system then determines if the 
user desires an hourly rate loaner vehicle 926. After 
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completing the questions provided by the process 922-926, 
the user may then either return to the previous screen by 
either selecting the previous button 928 or continue to the 
next step in the arrange service process by selecting the 
5 next button 930. 

[00051] Referring now to Figure 11, the third step in the 
arrange service process is generally displayed as 932. In 
the third step of the arrange service process, the system 
prompts the user to enter the problems experienced by the 
10 vehicle to be serviced in the window provided by 936. The 
user can use any language or terms to describe the problems 
with the vehicle. If the user is cannot describe the 
problems with the vehicle, the system can then provide the 
user with common repair services or symptoms 938. The user 
15 may then select from the symptoms or services 938 to 
describe the problems with the vehicle. 

[00052] After the user has entered the problems with the 
vehicle, the system then determines if the user desires a 
free safety courtesy inspection 940. Once the user has 
20 completed the information on screen shot 932, the user may 
return to the previous service step to by clicking the 
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previous button 944 or continue to the next step by 
clicking the next step button 946. 

[00053] Referring now to Figure 12, a screen shot showing 
the fourth step of the arrange service process of the 
5 present invention is generally depicted as 948. In step 4, 
the system will display for the user the times available 
for service 952 at the service facility. The system will 
then display the time intervals available for service in 
two screens 954 and 956, respectively. The screens 954 and 

10 956 display the schedule of the service facility for preset 
time period, such as seven days. Within the schedule, the 
system will display time intervals for the preset time 
period, such as thirty minutes. The time intervals 
graphically change colors depending upon the availability 

15 of the particular time interval. The color scheme 
represents the availability of the particular time 
interval, such as available, going fast, and gone. The 
user can select the time interval that the user desires for 
their service event by clicking on the time interval 

20 displayed in the displayed schedules 954 and 956. Once the 
user has selected an available time interval, the system 
marks the time interval for the user. The user may then 
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return to the previous step in the arrange service process 
by clicking the previous button 958 or proceed to the next 
step in the arrange service process by clicking the next 
button 960. 

5 [00054] Referring now to Figure 13, a screen shot showing 
the fifth step of the arrange service process of the 
present invention is depicted generally 962. In step five, 
the system asks the user to enter information concerning 
the user. The system asks the user to enter a salutation 

10 for the user and a first name and last name for the user. 
The user is then prompted to enter a primary phone number, 
an alternate phone number, and an e-mail address 968. The 
system then determines if the user desires a loaner mobile 
phone 970 for use during the service event. The system 

15 will then prompt the user to enter a street address where 
the vehicle can be picked-up for the service event 972. If 
the user desires to have the vehicle returned to a 
different location, the user can verify that the return 
location is within the vehicle return area of the service 

20 provider 974. 

[00055] If the user has any special instructions for the 
vehicle such as alarm systems, special driving problems, 
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special performance problems about the car, and the like, 
the user can enter those instruction in the window 976 
provided by the system. Once the user has completed all 
the personal information, the user may return to the 
5 previous arrange service step by clicking the previous 

button 978 or continue on to the next arrange service step 
by clicking the next button 980. 

[00056] Referring now to Figure 14, a screen shot 
displaying sixth 6 of the arrange service process of the 

10 present invention is generally displayed as 982. In step 
6, the system provides a detailed summary to the customer 
concerning the information entered in the previous five 
arrange service steps. The system provides the user with 
the contact information 986 that had previously been 

15 provided by the user including name, telephone number, and 
e-mail address for the user. The system provides the 
vehicle information 988 including the year, make, and model 
of the vehicle scheduled for the service event and whether 
the vehicle will be picked-up or dropped off. The system 

20 provides the address 990 from which the vehicle will be 

picked-up, if pick-up is desired. The system displays the 
time 992 for the pick-up of the vehicle. 
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[00057] The system displays the location 994 of the 
service provider performing the service event. The system 
lists the services 996 to be performed on the vehicle and 
the amount that will be charged for each service, including 
5 taxes. The system will also display the total price for 
the service event. The system displays whether a keep-in- 
communication device 998 has been requested by the user. 
The system displays whether the user has requested an 
hourly rate loaner vehicle 1000. Each section of the 

10 summary provided by the system 988 to 996 has an edit 

button 1001 associated with it. If the user selects the 
edit button 1001 of any section, the system will return the 
user to the arrange service step where the information was 
entered and allow the user to change the information. 

15 After the user has completed reviewing and editing the 
summary, the user may return to the previous arrange 
service step by clicking the previous button 1002, may 
confirm the service event in the summary by clicking the 
confirm this appointment button 1004 or may cancel the 

20 service event by clicking the cancel button 1006. 

[00058] Referring now to figure 15, a confirmation page 
of the arrange service process is generally displayed as 
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1008. On confirmation page 1008, the transaction code 1010 
for the service event being processed by the system is 
provided to the user. The transaction code 1010 is a 
unique number to each individual user, service event, and 
5 vehicle. The transaction code 1010 can be used by the 

customer to check on their vehicle status, view the vehicle 
while it is being repaired, and other functions within the 
system. 

[00059] The system will allow the user to view or print 
10 the details of the service event by clicking the view/print 
details button 1012. If the user has requested a loaner 
vehicle, the system will display information on the loaner 
vehicle and allow the user to fill out the loaner vehicle 
application form online 1014. The system also displays for 
15 the user information regarding registration 1016. If the 
user desires to become a registered user, the system allows 
the user to select a user identification or login 1018 and 
a password 1020. Once the user has entered the password, 
the system prompts the user to reenter 1022 the password. 
20 Once the user identification 1018, password 1020, and the 
reentered password 1022 have been entered into the system, 
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the user can click on the register button 1024 and register 
with the service provider. 

[00060] Next, the system will allow the user to view a 
map and get directions 2026 to the service facility. 
Generally, the maps will be provided by generic map or an 
outside subscription service, such as MapQuest®. After the 
user has received his confirmation, completed the loaner 
vehicle application, and registered, the user can then 
choose to arrange additional service events by clicking on 
the arrange service for additional vehicle button 1028 or 
the user can return to the homepage by clicking on the home 
button 1030. 

ARRANGE SERVICE-REGISTERED USER 
[00061] Referring now to Figure 16, the beginning of the 
process for a registered user is generally depicted by the 
screen shot 1100. Once the system recognizes the user as a 
registered user, typically by placing a cookie on the 
computer of the user, the system will display a greeting 
message 1102 to the user. After the greeting message 1102, 
the system will prompt the user to enter his username/login 
1104 and password 1016. If the user has forgotten the 
password, the system can prompt the user with a reminder 



question selected by the user. Once the user has entered 
the username and password, the user can click on the next 
button 1108 and proceed to the next step in the service 
process. Also, the user may enter security seals on the 
5 transaction by pressing the security seal button 1110. The 
security seal will enable the user to secure all the 
information being provided to the service provider. 

[00062] Once the user has entered a valid username and 
password, the system displays the first step in the arrange 

10 service process depicted in Figure 17 as the screen shot 
1112. In step one of the registered user arrange service 
process, the system determines the person responsible for 
the service event. The system will display the titles, 
names, and e-mail addresses of the persons associated with 

15 the user as in 1116 and 1118. If the user desires to enter 
a new person, the user may click on the new button 1144 to 
add the new responsible person. 

[00063] The system will then ask the user to select a 
telephone from the primary telephone number 1120 and the 
20 alternative telephone number 1122, Additionally, the user 
may select to have the service provider call them directly 
to determine this information by pressing the call me 
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button 1124. The system then determines if the registered 
user desires a loaner mobile phone 1126 for use during the 
service event. The system will also display the vehicles 
previously serviced by the service provider 1128 to 
5 determine which vehicle is to be serviced. The system will 
be display the make, model, and year of each vehicle 
previously serviced as in slots 1130 and 1123, and will 
enable the user to edit, delete, and view the history of 
the vehicles. If the user is unsure of the specifics, the 
10 user can click on the unsure specifics button 1134. 

[00064] Next, the system will determine the location of 
the vehicle 1136. The system will display prior vehicle 
locations to determine if the vehicle to be serviced is at 
one of the prior locations or at a new location. If the 

15 vehicle is at a new location, the user may click on the new 
button 1148 and enter the new street location into the 
system. The system will then allow the user to enter any 
special instructions 1138 for the vehicle being serviced. 
If the user anticipates the vehicle is to be dropped off at 

20 a different location from the pick-up, the user may check, 
by clicking the "click h^re" button, to determine if the 
return area is within the area of the service provider. 
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Once the information of step 1 of the arrange service 
process has been completed by the user, the user may click 
on the next button 1142 to proceed to step 2 of the arrange 
service process, 

5 [00065] Referring now to Figure 18, a screen shot 
depicting a new responsible entry form is generally 
displayed as 1150. The new responsible person entry form 
may be displayed when the user selects the new button 1144 
for the responsible person entry 1114 of Figure 17. Once 
10 the new button has been selected, screen shot 1150 is 

displayed for the user. The screen shot 1150 enables the 
user to enter a new responsible person for the vehicle 
serviced under the username and password. 

[00066] The system prompts the user to enter a salutation 
15 for the new responsible person 1152, the first name of the 
new responsible person 1154, and the last name of the new 
responsible person 1156. The system will also prompt the 
user to enter a primary telephone number for the new 
responsible person 1158 and an alternative telephone number 
20 for the new responsible person 1160. The system will 

further prompt the user to enter an e-mail address for the 
new responsible person 1162. If the user desires the new 
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responsible person to be the primary contact for all 
vehicles under the username and password, the user may 
select box 1164 and set the new responsible person as the 
default contact person. Once the user has finished 
5 entering the information for the new responsible person, 

the user can add the information to the profile by clicking 
the add button 1168 or may cancel the entry by clicking the 
cancel button 1166. 

[00067] Referring now to Figure 19, a screen shot 
10 displaying the new vehicle entry form is generally depicted 
as 1170. The new vehicle form can be displayed when this 
user clicks on the new button for the vehicle to be 
serviced 114 6 of Figure 17. Once the new vehicle button 
1146 of figure 17 has been selected, the screen shot 1170 
15 displaying the new vehicle entry form is displayed for the 
user. The entry form allows the user to enter the make of 
the new vehicle 1172, the model of the new vehicle 1174, 
and the year of the new vehicle 1176. If the user desires 
the vehicle to be the default vehicle for the username and 
20 password, the system allows the user to check box 1178 and 
enter the vehicle as the default vehicle. Once the user 
has completed all the information, the user may add the 
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vehicle to the system by clicking the add button 1182 or 
may cancel the entry by clicking the cancel button 1180. 

[00068] Referring to Figure 20, a screen shot depicting 
the new address entry form is generally displayed as 1184. 
5 The new address entry form is displayed when the user 

clicks the new button 1148 in the address portion of Figure 
17. Once the new address button 1148 is selected, the 
system displays the screen shot 1184 allowing the user to 
enter the new address into the system. The system prompts 

10 the user to enter the zip code 1186 and the street address 
1188 for the new address. If the user desires the new 
address to be used as the default address, the user can 
select box 1190 and set the new address as the default. 
Once the user has entered the information concerning the 

15 new address, the user may verify the new address by 

clicking the verify button 1194 or may add the new address 
to the system by clicking the add button 1196. If the user 
does not desire to add the information to the system, the 
user may click on the cancel button 1192. 

20 [00069] After step 1 of the arrange service process has 
been completed, the user will move to the second step of 
the arrange service process as displayed by the screen shot 
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1236 in Figure 21. In step 2 of the arrange service 
process, the system determines if the vehicle is in 
drivable condition or if towing will be required 1238. It 
will be appreciated that slot 1238 only appears if the user 
5 has previously requested pick-up service from the service 
provider . 

[00070] Next, the system determines if the use would 
desire a loaner vehicle 1240 during the service event. The 
system then determines if the user needs the vehicle 
10 picked-up without explanation of the service needed or 
picked-up for the manufacturer recommended service 1242. 
The user may also enter a diagnosis of the problems and 
conditions of the vehicle that needs repair or servicing in 
the window 1244. 

15 [00071] If the user does not desire to enter a 

description, the user may select common repair services or 
symptoms 1246. By selecting the add button 1247, the user 
can increase the number of problem areas or symptoms 
displayed for the user. The system then determines if the 

20 user desires a free safety courtesy inspection 1248 of the 
vehicle. The user may also enter a pre-approved dollar 
amount 1249 for repair services. Once the user has 
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completed the information in the second step of the arrange 
service process, the user can return to the previous step 
of the arrange service process by clicking the previous 
button 1250 or continue to the next step of the arrange 
5 service process by clicking the next button 1252. 

[00072] Referring now to Figure 22 f the third step of the 
arrange service process is shown by the screen shot 1254. 
The third step in the arrange service process for 
registered users is the same as for non-registered users. 

10 The system prompts the user to select a time for the 

service event to occur. The available time intervals are 
displayed for the user in two time periods, the same day 
time period 1260 and the overnight time period 1262. Once 
the user has selected a service, the user can go back to 

15 the previous step of the arrange service process by 

clicking the previous button 1264 or proceed to the next 
step of the arrange service process by clicking the next 
button 1266. 

[00073] Referring now to Figure 23, the fourth step in 
20 the arrange service process is generally depicted as screen 
shot 1268. In step 4, a summary page detailing the 
information concerning the service event will be displayed 
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for the user. The system displays the contact information 
1272, the year, make, and model of the vehicle 1274 along 
with the pick-up/drop off instructions, the address 1276 
from which the vehicle will be picked-up, the time 1278 for 
5 the scheduled pick-up of the vehicle, the service facility 
location 1280 where the service event will be conducted and 
the various repair needs 1282 for the vehicle, along with 
the dollar amounts for each repair, subtotals, taxes, and a 
grand total for the service event. The user can edit any 

10 of the service items displayed in 1272 through 1282. The 
system will also display for the user an indication of 
whether the user desired to be provided a loaner wireless 
phone 1284 or an hourly rate loaner vehicle 1286. Once the 
user has viewed and approved all the information on the 

15 summary page 1268, the user may go back to the previous 
step in the arrange service process by clicking the 
previous button 1288, confirm the service event by 
selecting to confirm this appointment button 1290 or cancel 
the service event by selecting the cancel button 1292. 

20 [00074] Referring now to Figure 24, a service event 

confirmation page is displayed generally as screen shot 
1300. The service event confirmation page 1300 will be 
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displayed once the user has confirmed the appointment from 
the fourth step of the arrange service process. The 
service event confirmation page displays the transaction 
code 1302 for the service event. In addition, the user can 
5 view or print the summary page of step 4 of the service 

process by clicking the view/print details button 1304. If 
the user selected to have a loaner vehicle, the user may 
fill out the loaner vehicle application by selecting the 
"click here" 1306. Once the user has confirmed all the 
10 information on the service event confirmation page 1300, 
the user may then arrange service for another vehicle by 
selecting the arrange service for another vehicle button 
1308 or return to the home page of the service provider by 
selecting the home button 1310. 

15 [00075] Referring back to Figure 21, once the add button 
1247 has been selected to detail more problems or symptoms, 
a pop-up window is displayed for the user as depicted by 
screen shot 1400 of Figure 25. The pop-up window will 
provide the user with extensive lists to describe the 

20 symptoms of the vehicle. The vehicle 1405 of the user will 
be displayed at the top of the screen, including the year, 
make, and model of the vehicle. The user will then have a 
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list of selections for the problem areas 1410 associated 
with the vehicle. Once the user has selected a problem 
area, the user may then select the details about the 
problem area from the list of details 1415. After the 
5 details have been entered, the user will select conditions 
that correspond to the different details and problem areas 
from the list of conditions 1420. After the user has 
selected a problem area, details and conditions, the system 
will display the price 1425 for parts and labor to service 
10 the problem area. Once the user has completed all of the 
sections of screen shot 1400, the user can choose to add 
these symptoms to his service list by selecting the add 
button 1435 or cancel the symptoms by selecting the cancel 
button 1430, 

15 [00076] Referring back to Figure 5, the user has the 
option to watch the service event live by selecting the 
watch your repairs live on the Internet link of Figure 5. 
Once the user has selected to watch a repair live, a screen 
shot 1700 of Figure 26 will be displayed to the user. At 

20 this stage, the user will have three possible selections. 
The first selection will allow the user to sample the live 
video stream 1710. If the user has a transaction code for 
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service event, the user may enter the transaction code in 
slot 1715 and click on the view button 1717 to begin 
watching the service event. The user may also enter the 
username/login and password 1720 which will take the user 
5 to a listing of all service events for the user and enable 
the user to view those vehicles, if the vehicles are 
currently being repaired. Additionally, the user may 
arrange a new service event by clicking on the arrange 
service now button 1725. 

10 [00077] Referring now to Figure 27, once the user enters 
a transaction code or enters a valid username/login and 
password, a screen shot 1755 is displayed for the user, 
including a live image stream 1740 of the vehicle 
undergoing the service event. As the user is watching the 

15 repair, the user may select to arrange for a new service 
event by clicking on the arrange service now button 1745. 
Also, the user may look at and coordinate some other 
solutions for dealing with service appointments by clicking 
on a solution, shown as 1750. 

20 [00078] Referring now to Figure 28, once the screen 
displaying the live image stream 1800 is displayed, the 
user can watch the repair live. The system will also 
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display the transaction code 1810 and the year, make, and 
model of the vehicle 1815. The user will also have the 
option of viewing the vehicle status by clicking the 
vehicle status page 1820. If the user's car is not on the 
5 lift at the time the system is directed to stream the video 
of the live repair, an error message will be displayed for 
the user and the vehicle status page will be displayed. 

[00079] Referring now to Figure 29, once the user has 
selected the vehicle status button or has been transferred 
10 to the vehicle status page, then the system will display 
the vehicle status page generally depicted as 1900. 

[00080] Once the vehicle status page is displayed, the 
user will be shown a sample of the vehicle status report 
1905. The user can enter a transaction code 1910 or a 

15 username and password 1920, if not previously done. The 
user can then click the view button 1915 to display the 
vehicle status report. The user may also arrange for a new 
service event by clicking the arrange service now button 
1925. Once the user has entered a password or a 

20 transaction code and a vehicle has been selected, the 

vehicle status report 1935 is displayed for the user as in 
Figure 30. The vehicle status report will display the name 
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of the user 1940. The vehicle status report will also 
display the year, make, and model of the vehicle 1945 and 
the transaction code for the vehicle 1950. The vehicle 
status report will also display a graphical representation 
5 1955 of the progress of the service event. The vehicle 

status report will display the stage of the service event, 
the time planned for the service event, the actual time 
taken for the service event thus far, the status of the 
service event and the action required for the service 
10 event, as in 1960. The vehicle status report will display 
the time 1965 the vehicle was acquired and the 
diagnosis/inspection 1970 of the vehicle. 

[00081] Once the diagnosis/inspection of the vehicle has 
been performed, the vehicle status report will enable the 

15 use to view and approve the estimates 1972 for the vehicle 
repairs. The system may then provide the user with the 
performed services 1975 on the vehicle and the information 
about vehicle return 1978. Once the user has completed 
viewing the vehicle status report, the user may end the 

20 session by clicking button 1985. Additionally, the user 

may enter a new transaction code 1990 and view a different 
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vehicle status report. Also, if the user is not registered 
the user may register 1995 with the service provider. 

[00082] Referring now to Figure 31, the personal 
information screen 2000 of the service event coordinator is 
5 shown. The personal information screen will be displayed 
for a user after the user has selected the edit personal 
information link from the toolbar 604 in screen shot 600 of 
Figure 5. After the personal information screen has 
appeared, the user may edit the personal information in 

10 their profile. The system will display the people 2005 who 
are authorized to act under the user's registration. After 
each person'' s name, the system will allow the user to view 
or edit the information about the person by selecting the 
view/edit link 2010 or delete the person selecting the 

15 delete link 2015. 

[00083] The user may also add a new person to the 
personal information page by selecting the new button 2020. 
The system will also display for the user the telephone 
numbers 2025 listed in the user's record. The user may 
20 edit these telephone numbers by selecting the edit link by 
selecting 2030 or delete the telephone numbers by selecting 
the delete link 2035. Also the user may add a new 
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telephone numbers to the user record by selecting the new 
button 2040. The system may further display for the user 
the address information for the user. For each address 
shown 2045, the system will tell the user if the address is 
5 an address that is available for pick-up by the service 
provider or must be a drive-in. The user may edit the 
address by selecting the edit link 2050 or delete the 
address by selecting the delete link 2055. The user may 
also add a new address to the new record by selecting a new 
10 button 2060. 

[00084] Once the user has completed the personal 
information page, the user may choose to adjust the user 
service preferences by selecting the service preference 
button 2065 or the user may choose to edit the vehicles 

15 under the user record by selecting the edit vehicles button 
2070. If the user does not desire to change the service 
preferences or edit vehicles, the user may select the ^I'm 
done 7 ' button 2075 and return to the home page. If the user 
has entered a transaction code to access the personal 

20 information page, the system will allow the user to enter a 
different transaction code 2080 to view the information for 
different service event. If the user has entered the page 
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using a transaction code, the system will display 
registration information 2085 for the user allowing the 
user to register with the service provider. 
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